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Q.1. 

i. The main tasks performance management teams are expected to perform are: first and foremost to improve the performance of the organization.  They must train, motivate and encourage employees, so their performance is raised to meet the highest level required.  Offering employees incentives/rewards, so they are happy in their jobs and want to come to work does this.  They are there to boost morale and create individual goals within the company strategy.  They coach and mentor the employees, and provide feedback of their performance in an appraisal, which can then be rewarded, or punished (if needed).  Performance management team usually follows the SMART goal framework, (Specific, Measurable, Attainable, Relevant, Timely).

ii. The relationship between motivation and personal effectiveness is an effective person is able to find motivation within themselves without relying on outside factors.  If you can motivate yourself then you can achieve your goals efficiently.  Meaning your work is done to a high standard.  Highly effective people keep moving forward, no matter what obstacle is in the way, they do not get distracted.

iii. Effective problem solving and conflict resolution skills are something that performance management teams must possess.  There are always going to be problems/conflicts and the team needs to comfortably deal with the issue.  Using conflict resolution strategies, the performance management team must listen to the employees, and communicate early and often.  Resolve the conflict effectively by treating everybody involved with respect, otherwise it can very quickly turn into a personal dislike and teamwork can break down.  Listen to the problem first and then talk, don’t take sides, and try to be impartial to all parties.  A well-managed conflict can be constructive; it helps clear the air and increases understanding of a situation, as well as finding a way to move forward together.	





Page 2



iv. 

a. An incentive suitable for a cleaner would be “employee of he month” recognition with either a monetary reward or paid time off.
b. For a sales person, a good incentive could be a new cell phone, upgraded laptop or some other electronic device.  Additional holiday time would also be good, as well as “employee of the month”.  Sales team dinner or outing somewhere would also be a good incentive.
c. Incentives for a nurse would be to improve their salary, and provide compensation for job related expenses like clothing and petrol allowance.  Financed rewards as well as additional leave and insurance benefits would also help motivation.
d. A shop assistant incentive could be commissions, bonuses, individual or store goals, discount off store goods, or retail training programs and offering promotion at the end of the training. 


v.

	Financial
	Non Financial

	Good wage
	Good working environment

	Bonus payment
	Responsibility to make decisions

	Fringe benefits
	Promotion opportunity

	Commissions varied & interesting work
	Being praised for good work

	Extra payments for overtime
	Long term contract
Feeling challenged by the work
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Case Study:

Performance Management Plan

Initial Goal 

Improve Staff moral, attendance and performance

1. Specific 

· I want to bring the level of attendance up to an acceptable limit, taking into account normal sick days. 
· I want to raise the staff moral within the team by setting incentives that will offer rewards and recognition to the employees.
· To be able to offer specific training and development sessions that will increase the staff awareness to the business and how this can benefit their career and the sales productivity of the shop. 
· Each of these objectives can be tailored to specific roles within the shop, allowing each departments training, relative to their tasks. We would also allow time for cross departmental training which would allow staff members to easily and confidently cover other positions when staff members are unfit to work or on breaks.
· These objectives should be implemented straight away. A clear presentation to all staff should be given to raise this initiative and get their buy in to it.
· The goal is crucial, as it would raise the employee(s) moral, attendance and ultimately their performance within the shop, culminating in the staff base working together for a better customer experience. 

2. Measurable 

· Monitoring attendance of staff, introduce a clocking on/off system.  Rewarding attendance with discounts or financial. 
· Improved attendance and punctuality
· Start the formal appraisal process straight away, so that you have feedback from staff to find out why they are unhappy, and regularly review.
· Regular feedback sessions with the employee(s)
· Setting up of a Moral Committee who would be selected within the employees
· Regular meetings with the Committee to monitor staff moral

3. Achievable 

· Arrange for staff training to commence right away with the support of HR in Head Office.
· Conduct surveys on training requirements and also individual development goals.
· Offer financial rewards to those who have achieved, a training score rating of over 80%.
· The goal would by far out way the amount of effort by not only increasing the potential career paths of the employees as well as improving their moral, but would also benefit the productivity and profitability of the shop.

4. Relevant 

· The lack of previous management has determined the changes required in order for the shop to continue operating.
· Low staff esteem and attendance.
· Loss of business to competitor.
· These changes would enable us to increase staff motivation and the profitability of the business.

5. Time-bound 

· Staff training – Initial training to be concluded with 2 months.
· Refresher training to be scheduled every 3 months.
· Department cross training to be scheduled once per month for each staff member.
· Overall quarterly review of each staff member to see if there is any gaps in training and the general feedback from the employee.
· These schedules would give enough time to each member to attend the trainings without impacting their normal day-to-day activities.

S.M.A.R.T. Goal Realization

To be ranked the top sales shop within the company group and the shop of choice for employees based on training, recognition and career development.
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